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Work Organization and Skill Formation
- the Case of ICT Service Sector in Korea
Hong-Geun ChangㆍYou Mi Son
Su-Won KimㆍSung-Kuk Chung
This research was conducted to examine the state of knowledge workers' work 
organization and skill formation in the ICT (information and communication 
technology) service sector, and to find out a desirable skill formation model for 
those workers. We conducted a survey on work organization and skill formation 
in the ICT service sector, in which 605 R&D personnel and technical engineers from 
97 ICT service companies participated. In-depth interviews were also carried out 
with some of them.
We first looked at the ICT service market and human resources situation in Korea. 
We then examined the realities of work organization and skill formation as well 
as industrial relations in ICT service industries before analyzing how these factors 
affect the performance of the organization. Based on the results, we drew implications 
and proposed some suggestions.
Characteristics of Work Organization
Work organization of knowledge workers in Korea's ICT service sector is 
characterized as one of high performance. The degree of mutual respect and trust 
among workers, information channel system, open and practical discussion, 
empowerment, information sharing and communication, the degree of clarity of 
worker responsibilities and rights was comparatively high, while the provision of 
various education and training programme, readiness to take risks, and intentional 
job rotation had relatively low scores. Most people were highly experienced in 
team-based work. And there was good communication among team members. But, 
the performance-related compensation system was not working properly, so the 
respondents' level of satisfaction with the fairness of reward system was 
comparatively low. Among job skills and competencies necessary for doing their 
jobs, professional technique and competence were recognized as most important.
Characteristics of Skill Formation
Knowledge workers in the ICT service sector, including R&D workers and 
technical engineers, recognized their college education as very helpful in carrying 
out their jobs. So it is possible to infer that Korea's ICT education system contribute 
positively to the formation of knowledge workers' skills. With respect to ICT 
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knowledge workers in Korea, work and learning were deeply interlinked and 
self-directed learning provided an important base for skill formation. Learning 
through experiences played a key role in furthering theoretical knowledge and job 
skills. Most knowledge workers in the sector thought acquisition of knowledge and 
information about new technology as highly essential, and were constantly putting 
in efforts to acquire such information and knowledge. Self motivation was the main 
impetus for the skill formation and learning of ICT service sector knowledge workers. 
Private education and training agencies were the main source from which 40.5% 
of ICT knowledge workers acquire knowledge and skills about new technologies. 
According to our research, trade unions in Korea's ICT service sector were 
somewhat indifferent to the skill formation of workers, and were not active in 
company policy formulation for their employees. Trade unions offered no active 
support for the skill formation of employees. 
Influence on Organization Performance
  
In general, organization performance is affected by some of the factors associated 
with work organization and skill formation system. Our research showed that fair 
evaluation of individual contribution to company performance was the most 
important factor to organization performance. Besides, sharing of company vision 
and managerial strategy, mutual respect and trust among workers, provision of 
various education and training programme by company, information sharing and 
smooth communication contribute positively to organization performance.
With respect to skill formation, the performance of organizations was strongly 
affected by such factors as 'responsible work experience', 'participation in academic 
and practical seminars', 'OJT', and 'job rotation'.
Discussion and Implications 
The following factors are required to build a high performance work organization. 
First, the company should reflect and share the workers' views on the company's 
vision, strategy and objectives based on the trust and respect among workers, and 
it should offer fair compensation and appraisals. Second, employees should have 
a positive and progressive attitude toward work and a creative and flexible way 
of thinking, and should become proactive and prepare themselves for the era of 
globalization by developing, for instance, foreign language ability. 
Compared with large companies, small- and medium-sized companies lack the 
necessary manpower and capital to develop a high performance work organization 
and ensure knowledge management, thus support needs to be given at the national 
level.
Considering the differences in the degree of exposure to and the type of education 
and training depending on company size, the strategy of promoting skill formation 
should be tailored for different target groups in large businesses and smaller 
businesses. 
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The information and communication industry is knowledge intensive and the 
performance of the companies is directly related with employees' skill formation.  
This thus demands appropriate allocation and utilization of manpower to build a 
learning-oriented organization.
On the other hand, there are limits to actively providing in-house education and 
training is difficult to carry out as small- and medium-sized companies, thus 
self-oriented learning and external education and training institutes should be 
encouraged. Especially, various supportive measures should be sought to link 
self-oriented learning with the performance of the organization.
A Skill Formation Model of High-performance Work Organization
In order to build high-performance work organization and promote skill 
formation, the employer, the employee and the trade union need to properly perform 
their role and function, and cooperate closely with each other. The role and function 
of those interested parties are suggested as follows. 
First, the manager should create an open organization culture built on trust to 
allow workers to actively share and utilize knowledge and information among 
themselves. He/she should also communicate corporate vision and strategy to 
employees through learning and education activities, and should strive for an 
environment conducive to exchange and cooperation between units or divisions. 
Through such efforts, the manager should foster creative employees capable of 
efficiently adopting to the rapidly changing international arena, and to this end, 
the employer needs to support learning, education and training of employees, while 
ensuring that individual workers are evaluated and compensated in a just manner 
for their achievements and contribution.   
Employees should collect and utilize work-related knowledge and information 
through collaboration and communication, and put continuous effort into improving 
their work competencies and skills. This study found that effective means of worker 
skill formation include on-the-job-training, internship training, study groups and 
internal job rotations, participation in academic societies and associations, and 
oversea training. 
Trade union should take interest in and support workers' skill formation to help 
workers stay on with the same company for a long time.  For this, it needs to perform 
its function in voicing and representing employee concerns and interests to the 
employer, actively support workers' learning, education and training, and contribute 
to the designing of skill formation policy. 
The roles and functions of the interested parties are expected to strengthen through 
close cooperation, based on which workers' work competencies and skills will 
improve and.  Furthermore, increased workers' job satisfaction, commitment and 
loyalty will ultimately contribute to the realization of a high-performance work 
organization with improved sales and profitability.  
